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Consumer engagement  
and participation occurs when 
consumers are involved in 
decisions about their healthcare, 
health service planning, policy 
development, as well as how 
health services are delivered. 
healthAbility is committed to working with 
consumers and the community to ensure clients 
receive the services they need and value.

This document provides information about the 
Community Connections Framework, which guides 
our work in this area, including: 

•  What is the Community Connections Framework

•  Why are we doing this – the aims and expected 
benefits for consumers, staff and the community

•  How will we do it – some important concepts 
and principles that will guide us

• Next steps
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The framework guides us as we develop:
The building blocks that we need in place to design, implement, 
monitor, review and continually improve consumer and community 
engagement and participation across healthAbility, including:

• Policies, procedures and work instructions 

• The systems and processes for documentation,  
communication, review and reporting

• Structures for consumer participation, for example  
committees and advisory groups

• Our roles and responsibilities in working  
with effectively with clients, consumers  
and the community

Community Connections is a 
framework to facilitate healthAbility’s 
engagement with consumers and 
the community.
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The framework supports us to work collaboratively 
with clients, consumers and communities to:

• Create user-friendly facilities, service and care

• Design our services to answer the needs of the 
community

• Enable clients to be part of initial service design

• Enable clients to exercise choice and control and be 
partners in their own care

• Meet accreditation standards and best practices

• Meet community and stakeholder expectations

• Develop insights that inform organisational strategy, 
service offerings and other decision-making

Ultimately, the collaborative work will help us to: 

• Meet the needs of people who use our services

• Ensure clients have the best possible service experience

• Reduce barriers to access

The aims of the Community 
Connections Framework
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healthAbility clients

Improved

• quality and safety of services

• long-term health outcomes

• health literacy and help-seeking behaviour

• understanding of conditions, treatments 
and options

• services that are more responsive

Increased

• trust and engagement with health care 
professionals

• capacity to self-manage and adhere  
to treatments

• confidence and sense of self-determination

• social inclusion

healthAbility staff

Improved

• professional satisfaction from improved 
client outcomes and being able to respond 
to client needs

• staff engagement, retention and morale

Increased

• openness, trust, empathy and respect for 
consumers, carers and community

• accountability to consumers and carers

• reduced conflict, complaints, litigation 
and absenteeism

Other stakeholders

• valuable insights from consumers, carers and 
staff, to inform organisational strategy and 
decision-making

• effective and productive partnerships with 
consumers and community

• meet accreditation standards and reduce risk

• organisation reputation, profile, awareness: 
healthAbility the provider of choice

• growth: opportunities to identify new 
business/revenue

• leverage synergies to support health 
promotion and health literacy

Expected benefits from 
Community Connections
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healthAbility’s Strategic Plan commits us to work in 
partnership with our community and provide services that 
are affordable, responsive, convenient and effective. 

healthAbility’s strategy

Our services
Our business 
provides health 
services that 
customers value and 
are of benefit to the 
whole community

Our knowledge
We understand and 
impact on the key 
drivers of success

Our people
People aspire 
to work with us 
and contribute to 
our business and 
community

Our reputation
Our brand is well  
recognised and 
customers and 
partners aspire to 
associate with us

2019 
2024

STRATEGIC PLAN

Our Vision is for people in our 
communities to enjoy better 
and longer lives

https://assets.healthability.org.au/images/hA_Strategic_Plan_2019-2024_DigitalSpreads.pdf
https://assets.healthability.org.au/images/hA_Strategic_Plan_2019-2024_DigitalSpreads.pdf
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•  healthAbility’s values and principles

•  The client voice: putting clients at 
the centre of our work 

•  Choosing the right level of 
engagement

•  Valuing diversity so everyone can 
have a say and benefit from our 
services

•  Effective communication that helps 
everyone participate

•  Guiding National Standards 
relating to Consumer Engagement 
and Partnering with Consumers.  

Important concepts 
and principles that 
will guide us
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We are guided by healthAbility’s values and principles

healthAbility 
values

healthAbility 
principles

Integrity

Innovation

Respect

Collaboration

Responsiveness

Equity

Our 
vision

is for people in  
our communities  
to enjoy better  
and longer lives
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Using the client’s voice to 
inform service design and 
evaluation

The experiences that people 
have when they have contact 
with healthAbility are the richest 
and most important source of 
information about the quality 
and safety of those services they 
interact with

• We actively create opportunities 
for clients to have a say about 
the services they receive

• Our staff and leaders actively 
work to understand what clients 
need and value

• We work collaboratively 
with clients and consumer 
representatives.

The client voice: 
putting clients 
at the centre of 
our work

Your community

Your supports

Yo
ur

 fr

iends and other fam
ilyYo

ur
 close fam

ily

YOU

You are at the centre 
of all we do. We work 
as part of a team, 
who are all there to 
support you to meet 
your goals.

You choose how you 
engage with others  

as you are at the centre 
of every decision

Person-centred support
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We use this model to identify the level of engagement appropriate to each situation:

Based on the IAP2 Spectrum of Public Participation 

Levels of community engagement

Inform Consult Involve Collaborate Empower

https://cdn.ymaws.com/www.iap2.org/resource/resmgr/pillars/Spectrum_8.5x11_Print.pdf
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Choosing the right level of engagement

Examples of potential engagement

Newsletters; displays and posters; education and 
awareness raising programs; websites; social 

media posts; letter drop, emails, media release, 
on- hold telephone message, reports

Feedback forms or suggestion boxes, email 
feedback; online forums; roadshows; polls; 
social media posts; focus groups; surveys; 

information sessions

Consumers panel and committee involvement; 
deliberative polling; conversation cafés; public 

meetings; working groups

Co- design workshops; strengths- based 
appreciative inquiries, symposiums; round tables

Co-design workshops; consumer  
advisory committees; focus groups

When this can be useful

When we just need to tell people 
about something.

We are not seeking their feedback,  
or trying to make a decision

When we want to gather new ideas, or we are 
seeking feedback on an issue, service, program, 

proposal idea.

We keep full control of the decision

When we need in- depth discussion with  
people about an issue.

We seek their input and influence on a decision

When we want to develop a solution  
in equal partnership with people

For the development of new  
services and facilities

Role of 
consumer

Level of 
engagement Goal

To provide consumers with balanced and 
best practice information to assist them in 

understanding their health and wellbeing and all 
the options available for them to make informed 
decisions. Information is tailored to the needs of 

each individual as required

Listen to and acknowledge concerns and 
aspirations, and provide feedback on how public 

input influenced the decision

To work directly with consumers, partners and 
stakeholders throughout the process to ensure 

concerns and aspirations are consistently 
understood and considered

Partner and work with consumers, stakeholders 
and community on decisions including formulation 

development of alternatives and identification 
of preferred solutions. Consider and incorporate 

advice and recommendations of consumers

The views and input put forward will play  
a part towards what is implemented
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Diverse communities include Aboriginal 
and Torres Strait Islander peoples, faith 
communities, people with disability, those 
experiencing mental health issues, culturally 
and linguistically diverse communities, people 
from LGBTQI+ communities, and people of all 
ages and socio-economic status.

We are working to ensure that all people 
can contribute to our decision-making and 
receive the service that is appropriate to 
their needs.  

We do this by:

• Recognising the barriers people face and 
help to make it easier to participate

• Making sure our staff and leaders have 
the skills and are empowered to work 
effectively with people from diverse 
backgrounds

• Striving to ensure that people feel 
comfortable, supported and respected

• This is outlined further in our diversity plan

Valuing diversity
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Placing clients at the centre of our work
Client centred care is more than just the way our staff behave, it’s the way 
we as an organisation behave. Everyone is responsible and has a part to 
play in collaborating with and empowering consumers as much as possible.

healthAbility staff

I strive to understand our clients 
backgrounds and experiences

I am flexible when it comes to my 
clients individual needs

I support my clients in finding  
the most meaningful and  

relevant care plan

I am aware and mindful of cultural 
and individual diversity

I use active listening skills 
and empathy

healthAbility consumers

I am understood, I am a person  
– not a condition

I need to receive services in a 
language that I understand in a 

way that makes sense

I have a say when it comes to my 
options and my care plan

My experience is important  
and can be learned from

healthAbility leaders

Place person centred care and 
client experience at the heart of 

decision making

Lead by example and advocate 
person centred care

Strive to learn from our clients  
and our community

Collaborate with colleagues  
to find better ways we can  

serve our clients

healthAbility board

Support the leaders and the ideas 
they bring to improve healthAbility

Lead by example with clients  
and community leading  

decision making

Value and respect community 
representatives and the 

contribution they make informing 
healthAbility’s strategic planning
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Clear communication promotes 
understanding for all and helps clients 
to participate in decision making.

Communication that 
helps everyone 
participate

Embedding 
health literacy 

into healthAbility 
systems and 
processes

Communication 
that is tailored, 

honest, timely and 
respectful

Diversity and 
inclusiveness

Integrating  
health literacy  
into education

healthAbility’s  
customers and the 

community we serve 
are able to access, 
understand and act 
on health-related 

information

Clear  
and effective 

communication
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• A Board working group has been 
established to develop an Action Plan to 
implement the Community Connections 
Framework

• We will consult and collaborate with 
clients and consumer representatives, 
staff and other stakeholders as we 
develop this plan

• A Community Champions Advisory 
Group has been established

• Participation: we actively seek participation 
from diverse and marginalised members 
of our community

• Our Diversity Plan outlines how we 
will continue to meet and exceed on 
our commitment to provide accessible 
and welcoming services for the diverse 
communities that we serve

Next steps for 
the Community 
Connections 
Framework



Box Hill 43 Carrington Road, Box Hill VIC 3128

Eltham 917 Main Road, Eltham VIC 3095

Other service locations Boronia, Nunawading 
and Wellington Road, Box Hill

Email contact@healthability.org.au

Phone (03) 9430 9100

Website healthability.org.au

Fax Box Hill (03) 9898 8010

Fax Eltham (03) 9431 0339  

linkedin.com/company/healthability/

twitter.com/health_Ability

facebook.com/healthability

healthAbility respectfully 
acknowledges the Traditional 
Owners of the lands on which 
we operate, the Wurundjeri-
Woiwurrung people of the Kulin 
Nation and their connections 
to the land, waterways and 
community. We pay our respect 
to their ancestors and Elders past, 
present and emerging and to 
the Aboriginal and Torres Strait 
Islander peoples who we engage 
with and deliver programs and 
services to every day.

We are committed to inclusive 
communities.

Thank you to all our clients and 
community members who have 
contributed their wisdom and 
insights in the development of 
this framework.

https://healthability.org.au/
mailto:contact%40healthability.org.au?subject=
http://www.healthability.org.au
https://www.linkedin.com/company/healthability/
https://twitter.com/health_Ability
https://www.facebook.com/healthability

